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A sample of enlisted personnel if various grades wasinterviewed to elicit their perceptions of the adequacy of
military grievance procedures with particular emphasis on the
Inspector General system's credibility. Information was also
gathered cn perceptions of the medical care delivery system's
adequacy and whether first-term personnel felt that
representations made during recruiting were fulfilled. The
random interviewing cf 710 enlisted personnel at 18 military
installations spread geographically across the United States did
not provide results that are necessarily representative of allenlisted service members because the data were not based on a
statistical probability sample. Findings/Conclusions: The
perceived adequacy cf six major grievance channels was assessed
with regard to Cairness, timeliness, and fear cf adverse action.
With regard to fairness, the Inspector General had a notably
smaller percentage cf responses with negative attitudes than theother procedures. Negative attitudes about timeliness were
highest toward the chain of command and the lowest in the case
of the inspector General. The 390 enlisted personnel who had
attempted to have grievances resolved most frequently mentioned
grievances concerning transfer (325) and job assignment (30%).
Many respondents reported more than one grievance. The most
frequently utilized grievarce procedure used by the 390
respondents was chain of ccmmand (72%), followed by the enlisted
advisor (40%) and the local commander (39%). Fifty-six percent
of respondents said that military medical care had been
considered a cause for grievance or complaint. (SW)
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r. fThe Honorable Melvin Price, Chaianan
CK3.ittee on Armed Services J 1 ;1
House of Representatives

Dear Dr. Chairman:

Ttis is in response to your August 5, 1977, letter requesting that we
interview a saEle of enlisted personnel of various grades to elicit their
percaptions of the adequacy of military grievance poedures with particular
empihasis on the Inspecor General system's credibility. ditonally, we
were asked to gather perceptions of the medical care delivery system's
adeacy arn whether first-term personnel felt that representations made
during recruitirng have been fulfilled.

We conducted our study by randraiy interviewing 710 enlisted personnel
at 18 military installations spread geographically across the United States.
See enclosure I for a listing of installatic ns visited. The sample scope
was as follows:

Total
Installations First-term Other Enlisted Men

Visited Interviews Interview= Interviewed

.ry 5 3.15 90 205
Air Force 6 120 120 240
Navy 4 50 107 157
Marine Corps 3 67 41 108

TOML 18 352 358 710

Since our data is not based on a statistical probability sample, the
results are not necessarily representative of all enlisted service members.
Therefore, the findings cannot be projected to the entire military enlisted
force.

A lack of representativenes s is apparent in terms of components and
pay grada. The table shown on the next page presents cumparisons between
the GAO sample and actual erlisted strengths.

FPCD-78-1
(964111)
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Corponent Pay Grade
GAO E isted GAO Enlisted

Sample P ation Population

Army 28.9% 37.9% El-E2 12.4% 21.3%
Air Force 33.8 26.7 E3-E5 61.3 57.8
Navy 22.1 25.9 E6-E9 26.3 20.9
Marine Corps 15.2 9.5 100.0% 100.0%

In. 0% 100".0%

Additionally, the enlisted personnel in our sample appear to have a
somewhat higher education level than the overall Department of Defense
average. Within our sample, S, percent had less than a high school
education and 41.6 percent had some college. Department of Defense
estimates for the enlisted military personnel aa a whole are 12.2
percent and 17.9 percent respectively.

The interview instrLment used in our study is included as enclooure
II. It contains 18 questions concerning the military grievance procedures
with emphasis on the Inspector General systen. It also aontains 14 questions
relative to medical care delivery and 7 on recruiting promises. The
interview instrument was generally a&ninistered to small groups and in some
instances on an individual basis.

NARRATIVE AkNALYSIS OF SAMPLE RESPONSES

Grievances

Adequacy of procedures

Several lines of questioning were used to assess the perceived
adequacy of current grievance procedures. Respondents were first asked
whether their service's grievance procedures had been adequately explained.
Of the total sample, 26 percent said no.

The perceived adequacy of six major grievance channels (chain of
conand, local cammander, enlisted advisor, Inspector General, civil courts,
and elected officials) was determined in four areas (fairness, timeliness,
fear of adverse action, and overall effectiveness). The table shown on
the next page shows the percents believing that the various grievance
procedures were not fair, timely, and subject to adverse action and that
percents stating that they were not sure.
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PERCM4TAMS WITm NEGATM AND MXEPFUN
PER:EPTIONS OF GRIEVANE PDCRES'

Grievance Fairness ielis rse .tionProcedure No Not Sure No Not Sure Ys Not .Sure
Chain of cmwand 18% 28% 28% 29% 2i5% 21%Iocal mcr.ander 16 26 19 31 26 23Enlisted advisor 17 30 17 35 15 26Inspector General 11 44 14 49 16 39Civil courts 16 57 24 S2 15 49Elected officials 20 45 23 51 23 37

With regard to fairness, the Inspector General had a ncuably smallerpercent (11%) with negative attitudies than the other procedures. In termsof uncertainty about the procedures' fairness, higher levels were found forthe civil wurts (57%), elected officials (45%) and the Inspector Generalt44%) than the other three procedures.

Negative attitudes about. timeliness were highest tord the chain ofcmiand (28%) and the low'st in the case of tne Inspector General (14%).As was the finding for fairr_,ss, highest levels of uncertainty about timeliness
were expressed toward civil courts (62%), elected officials (51%) and theInspector General (49%).

Greatest fear of adverse action was reported for grievances subittedto the chain of canand, the local cmrxder (26% each) and elected officials(23%), while uncertainty was again highest with respect to civil courts (49%),
the Insperto General (39%) and elected officials (37%).

Overall effectiveness, as perceived by the eniisted personnel sanled,is displayed on the table shron on the nxt page. O' the three grievanceprocedures that had a minimm "din't know't respon. (chain of omr;,]nd,
local Prander, ad ernlisted advisor), alt had Letsen 60 and 70 pFxent"excellent" or'Pretty good" ratings. The local crmnder (69%) w~,j thehighest of these. The civil courts received the highest level of "don'tknow" responses to this question (62%) and were the only grievars procedureto have a higher percent negative (",,t to good" or "poc.-") than positive("excellent" or "pretty good") rating.
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OVERALL EVALUATION OF GRIEVANCE PROCEDURES

Percent of Responde.,ts Rating Procedure

Grievance Procedure Excellent/Pretty Good Not too Good/Poor Don't Know

Chain of command 64% 30% 6%

Local commarnder 69 21 10

Enlisted advisor 60 27 13
Inspector General 42 14 44

Civil courts 18 20 62

Elected officials 32 20 48

Use of procedures

Respondentr, were asked if they had ever hay a grievance or complaint
that they tried to get resolved, with 56 percent saying yes. The 390 en-
listed personnel sayin g that they had attempted to have grievances resolved
were asked what the complaint involved. Response3 to the check list used are

presented on the table below. Most frequently mentioned grievances concerned
transfer (relocation) (32%) and job assignment (30%). Since the percentages
total to well over 100 percent, it is apr-rent that many respondents were
reporting .nore than one grievae-e.

PERCET REPORTING VAFIOUS
soNs FOR TGRIEVANCES

(Base: Those stating that
they had tried to get a
grievance resolved.)

Grievance Percent

Transfer (relocation) 32'
Job assignment 30
Medical care received 26
Promotion actions 24
Job utilization 21
Training 19
Pay administration 18
Correction of military

records 13
Classification in a

specialty 8
Other 18

4
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In addition to the subject of their grievances, these 390 respondents
were asked about the procedures they had used to attempt resolution. Most
frequently utilized was t>e chain of command (72%), followed by the en-
listed advisor (40%) and ti.e local commander (39%). The Inspector General
was mentioned by 16 percent, while 13 Dercent said they had written to
elected officials and 1 percent had gone to the civil courts. Also, 13
percent indicated they had used some other means to attempt to have their
grievance resolved.

A final question in this section of the questionnaire asked for the
reaction of respondents .o the actions taken on their grievances. Four-
teen percent said they we-e "totally satisfied", 38 percent indicated
partial satisfaction, 42 percent said they were hnot at all satisfied", and
5 percent were unable to say yet

The. Inspector General

When asked whether they had ever complained to the Inspector General,
118 people, or 17 percent of the sam&le, rer. r.ded affirmatively. Several
additional questions w:re asked of this subset of respondents. wien asked
how long they had to wait before the Inspector CGneral could answer their
problema, 44 percent said less than a week, 29 percent indicated mzre than
a week but less than a month, 14 percent from cne to three months and 13
percent four months and longer.

Those who had complained to the Inspector General were asked whether
they were kept advised on the status of their problem, were informed of
final action, and whether they thought the matter was handled quickly. The
percentages responding affirmatively were 57 percent, 70 percent, and 55
percent, respectively.

Satisfaction with the Inspector General's action was rated with 26
percent saying they were "totally satisfied", 39 percent "partly satisfied",
33 percent "not at all satisfied", and 2 percent "not able to say yet".

All respondents were asked whether they felt they could subnit griev-
ances or complaints to any Inspector General above their local installation
Inspector General. Thirty-five percent said yes, 16 percent no, and 49
percent did not know.

The table shown on the next page shcds the percentages checking various
reasons for not submitting grievances or complaints to the Inspector General.
The most frequently mentioned reason (other than not having a grievance or
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using other means of resolution) was the lack of knowledge about the
Inspecto': General's role (28%) and the fear of adverse action from super-
iors (25%).

PERCENT MENTIONING VARIOUS REASONS FOR NOT SUBMITTING
GRIEVANCES TO THE INSPECTOR GENEPAL

Reason Percent

Ne\or had a grievance tn be resolved 32%
Used other means of resolving problem 29
Lacked knowledge about the Inspector

General's role 28
Feared adverse action from superiors 25
Didn'" believe case would be handled

fairly 12
Didn't believe case would get adequate

-^iring 10
Thougnt complaint was beyond Inspector

General's authority 6
Unable to get in contact with Inspector

General 4
Afraid of Inspector General 3

Medical Care

Overall Satisfaction

Overall perceptions of military medical care were obtained in two
questions. The first asked whether military medical care was ever consid-
ered as a cause for a grievance or complaint, to which 56 percent responded
"yes". The other question asked for a comparison of curr rt with past
rilitary medical care. While 18 percent felt it was "getting better" and
25 percent said it was "about tl,e same", 29 percent cla .ed it was "getting
worse". The remaining 28 percent said they had "no basis for comparison.

More detailed questions probed satisfaction with self and dependent
care at outpatient (sick call) and hospital facilities. The table shown on
the next page displays the findings on these questions. For both self and
dependents, satisfaction was higher with hospital care than outpatient care.
Perceptions of each type of care were consistent. That is, satisfaction
levels were quite similar for respondents' own care and that of their
dependents.
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SATISFPCTION WTH AND ILIZATION OF
MITA-2 MEDICAL FACILITIES

Self Depredents
tpatient Hospital Outpatient Hospital

Satisfied 45% 69% 48% 68%
Dissatisfied 43 23 45 24
Neither 12 3 7 8

100% 100% 100% 100%

Utilization: Nuber 574 142 372 148
teroent 82% 20% 52% 22%

Satisfaction With Specific Aspects Of
Military Outpatent Care

Those respondents who had themselves received outpatient care at mili-
tary facilities in the previous twelve months (82% of the sample) and those
woftse dependents had received similar care during the same time period (52%
of the sample) reported their satisfaction with six specific aspects or
.attributes of the military outpatient care system. The table below contains
the findings.

ERCENT DISSATISFIS WITH S'ECIFIC
ASPETS OF MILIRY OUTPATENT CORE

Aspects Self Dependents

Appointment process 44% 62%
Availability of doctors
when necessary . 49 49

Actual medical care 34 35
Omurtesy and consideration
by doctors 21 23

Ouztsey and consideration
py others 29 35

Emergency medical care 24 31

As with the overall satisfaction ratings, the firndings for self closely
parallel those for deperdents, with the exception of the evaluations of the
appointment process. For this aspect, higher dissatisfaction is found for
dependents than self. Of the six attributes studied, the availability of
doctors when necessary and the appointment process are the twc causing the
most dissatisfaction.
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CHAMPUS

The questionnaire also requested a satisfaction rating
on CHAMPUS. A total of 224 respondents (32% of the totPl
sample) whose dependents obtain civilian medical care under
CHAMPUS rated thai program. Satisfaction was reported by 56
percent of CHAMPUS users, while 33 percent indicated being
either somewhat or very much dissatisfied. The remainder
(11%) said they were neither satisfied or dissatisfied.

CH.MPUS users expressing dissatisfaction with the pro-
gram were asked which of several possible reasons contributed
to their attitudes. The amount of paperwork involved was
mentioned by 51 percent, followed by the cost (49%), and the
difficulty of finding a doctor willing to treat ratients under
CHAMPUS (45%). In addition to these reactions to the specified
reasons, 41 percent said there were other reasons for their
dissatisfaction with CHAMPUS.

Recruiting

Promises and Assurances

The final segment of the questionnaire was directed at
the 47 percent if the sample who were still in their initial
enlistment termn They were ask-ed whether information had
been given upon enlistment that led them to believe they
were promised or assured any of a list of things. The per-
centages of first-timers saying yes were as follows:

69% - Specific military training or schooling
64% - Particular job specialty
24% - Specific unit or station following training
19% - Bonus
5% - Other

Those first-timers reporting promises were then asked
about the sources of these promises. The table below shows
for each type of promise, the percentage of first-timers
citing each of the sources listed. For each type of promise,
the recruiter was cited as the most frequent source followed
by the enlistment contract.

Sources of Promises
Enlistment Printea Do not

Promise Re,:ruiter Contact Material Remember

Training/Schooling 70% 41% 11% 4%
Job Specialty 66 41 12 1
Unit/Station 45 39 11 10
Bonus 63 17 12 5
Other 67 17 11 6
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Broken promises

Respondents having been made promises were asked whether the promises
or assurances had been kept. The findings on these questions are shown on
the table below.

OUTCOME OF PROMISE OR ASSURANCE

Promise Kept Not Kept Don't Know Yet

Training/Schooling 83% 15% 2%
Job Specialty 72 25 3
Unit/Station 82 13 5
Bonus 31 42 27
Other 29 50 21

12 a promise was identified as not having been kept, further probing
was conducted to determine (1) if there were extenuating circumstances,
(2) whether the enlisted member had written proof about what had been
promised, (3) whether he/she had been notified that the promises or assur-
ances would not be kept, and (4) what means (if any) of seeking corrective
action had been used. A total of 83 first-timers (25%) were identified
who reported one or more broken promises. Of these respondents, 7 percent
had waived the rights to what was promised and 5 percent said that they did
not meet the qualifications. Additionally 25 percent knew of some other
reason why promises or assurances made to them had not been kept. But 55
percent responded that they did not know why the promises or assurances had
been broken.

Thirty-eight percent of those first-timers reporting a broken promise
claimed to have been given sormething in writing stating what had been
promised. Forty-eight percent said they were notified verbally that the
promises would not be kept and another 11 percent were given written notifi-
cation. The remaining 41 percent claimed that they were not notified.

The table shown on the next page shows the means used by this group of
first-timers to seek corrective action regarding unkept promises. The chain
of command and the enlisted advisor were the most frequently used procedures.

9
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MEANS USED TO SEEK C ORECTIVE ACI
REGARDING UNKEPT PRMISES

Means Used Percent

None 36%
Chain of omandt 37
lIcal colandnar 12
Enlisted advisor 23
Inspector General 6
Civil courts 4
Elected officilz. 10

Detailed tabulations of the responses as requested by your staff are
contained in Enclosure III. We trust that: this information satisfies your
request. We would be most happy to assist yol or your staff in future
analysis and interpretation of our sample data.

As arranged with your office, unless you publicly announce its contents
earlier, we plan no further distribution of this report until 30 days fr=m
the date of the report. At that tie we will send copies to interested
parties and make copies available to others upon request.

Sincrel ours,

Comptroller General
of the United States

Enclosures

10



ENCLOSURE I ENCLOSURE I

LIST OF INSTALLATIONS AND ACTIVITIES VISITED

Service Installation/Activity Location

Army:
Presiiio Arma Post California
Fort Riley Kansas
Fort Sill Oklahoma
Fort Polk Louisiana
Fort Beraing Georgia

Air Force:
Travis Air Fn-ze Base California
Norton Air Force Base California
Keesler Air Force Base Texas
Robins Air Force Base Georgia
Langley Air Force Base Virginia
Whiteman Air Force Base Missouri

Navy%:
Naval Air Stat-ion, Cecil Field Florida
Naval Air Station, Norfolk Virginia
Naval Air Station, New Orleans Louisiana
Naval Air Station. Alameda California

Marine Corps:
2nd Marine Aircraft Wing North Carolina
El Toro Marine Corps Air Station California
Camp Pendleton California

I t



ENCLOSURE II E-CLOSURE II

SAMPLE OF INSTRUMENT USED TO INTERVIEW
PERSONNEL ON OUR REVIEW OF MILITARY
MEMBER PERCEPTIONS OF GRIEVANCE PROCEDURES



For Daet
Processooing GIVANCE R01 CCLAINW PROCDURtS

*se Only
The following questions naubered I thru 2$

_ _ _ should be answered with the understanding that
ec 1- matters such as amount of pay, retirment, etc.

are not to be conesdered as grievance or cou-
plainto for purposes of this questionnaire.

1. b wht * trvice *rc you aov ,crftJ? (6)
S. Novo your service's Irievance proce-

2 Ar dures been adequately explained to you? (13)
_2 Nvy

3 Air Fore I Yetso. p.riodically
arine Corps -2 Yea, upon Initi; enlistment only

__3 o

2. Are you currently serving on you: initial (7)
enlistment period? 9. Please indicate for each of the following

(-a thru f-) whether you feel you vould
_1 Yos let fair representation on a complaint or
_2 lgo rloe"c.

not
3. What is your present pay grade? () Yes lb Sre

a_ t 4 =5 4 7 :7 a. Chain of atCnnd 1 2 3 (14)
212 __5U5 Zs
_3 U 6 16 [9 b. Direct to Comandar

(open door policy,
commandar' o call,

4. B long have you been in the rllitary? (9) etc.) 2 3 (13)

Loe hsa 1 year e. Senior enlisted
=- 1 to 4 yters advLoor 1 2 3 (16)

4 to 10 years
- 10 to 13 years . Inspector Cneral 1 _2 3 (17)

Over 15 years
e. Civil Courts 1 2 _3 C1)

S. What is your hgheat level of education? (10) f. riting to the
Presooident, Setors,

1 Les then hb b school graduate or Congroooes n 1 2 3 (19)
2 GD certificate or diploma
3 gh school graduate
4 om college 10. If you had a grievance or complaint, mould

Coll .graduat . It be ated upon quickly'?

Ilot
6. bw wrld You rate your current sat- To_ o o Sre

iofectios level with respect to military
l1fe? (a.) a. Chaci of Cord _1 2 _3 (20)

1 rt mchb satisfied b. Direct to Comnder
_2 Souowbat satisfied (cen door policy,

3 Neithr satisfied r e omadoer' cUll.
disatiof Id etc.) 1 2 3 (21)
oewht dissatified

S very *mcb disostisfied c. Seaior *ellsted
adviser _ 2 3 (22)

7. Do you intrnd to treolist we your . poetor Oerl 2 _ (23)
pre oat tor of servie ia eompleted? (22)

*. cvl Crut 1s 2 3 (24)
t1 ftmte : 7oa
2 PWebly e . Writitn to the

_3 Probbly e r lesident, Senlators,
i4 Defiitoly mo or Comgresmen 1 2 3 (25)

=S Dos lot ppl - I u retire - --
Whe qy eurret tom of orrvleo

o completed
6 Unodecded

*I



11. Do you feel adverse (negative) action would 15. Overall, vhat hat been your reaction to
be directed against you if you complained to the actions taken ou your 3rievance(s) or
each of the folloving? (check -a thru f- belov) complaint(s)? (50)

Nbtor 1 Totally satisfied
Yes No Sue _2 Partly satisfied

3 Nor at all satisfied
a. Chain of Command 1 2 3 (26) _ 4 Not able to say vat

b. Direct to Comander
(open door policy, 16. Who vould you approach to solve a serious
couman.Jer's call. complaint or grievjnce?(number your choices
etc.) 1 2 3 '(27) 1 thru 6 in the order you would follow)

_. Writing to the President,
Senators, or Congressmre (51)

c. Senior enlisted . b.Civil Courts (52)
advisor 1 2 3 (28) _. Insopctor General (IC) (53)

d. Seaior enlisted advisor (54)
d. Inspector General (IC) 1 2 3 (29) _ . Direct to C:oander (open door

pollcy, comander's call, etc.)(55)
e. Civil Courts 1 2 3 (30) . . Chin of CoamAn (56)

f. riting to the
President, Senators,
or Chngresmaen 1 2 3 (31)

17. Bave you ever caoplained to the Inspector
General (IG)? (57)

12. Nave you ever had a grievance or complaint
that you tried to get resolved? (32) 1 Yes

2 No (skip to 123)
1 Yes
2 No (skip to #16)

13. Now long did you have to wait before the
IC compld anuer your problen? ( 3)

13. What did this (these) grievance(s) or
complaint(s) involve? (check all that Less than a week
apply) 1 weak

2 weeks
a.Pay administration (33) 3 weeks

._ bPromotion actions (34) 1 - 3 eceths
c.Jcb assignment (3$) - 6 months

__d. Transfer (relocation) (36) _-- Over 6 months
.. Classification in a specialty (37)
f.Nedical care recewved (38)
S. Training (39) 19. Were you kept advised by the IC on ths
h. Job utilization (40) status of your problam? (59)
_ . Correction of military records (41)
2.Other (please opecify: )(42) lToe

2No
3 Action currently pending

14. uhat eans did you use to attempt to have
your grievance(s) or complaint(s) resolved? 20. Were you inforued of final action on
(check all that apply) the complaint or grievance? (60)

___. Writing to the President, Senators, __1 Yea
or Cogruren (43) _ o

b. Civil Courts () 3 Action curretly pendig
e. Iapector General (IC) (45)

d. Senior aJlisted advisor (46) 21, lae the matter handled quicly? (61)
_ . Direct to omrnder, ((o pen door

policy, coman oder's call etc.) (47) 1 Tea
f. Chain of Caned (4) 2 Bs
-. Other (please opecify: )t9) 3 Action currently peLding



For Data
?rocessing

22 Now satifled are you with the IG's action? (62)

Totally atisfied CA CARE
2 Partly satisfiad
3 Not *t *11 lttoleod
_3 Not at all satisfied 26. Have you ever considered alitary medical

care to be a cause for a grievance or
complaint? (4)

23. Do you feel you can submit grievances or
complaints to any Inspector CGeral (IC)
above yur local installation G? (63) 2 No

2__ls ho27. In the past 12 sonths, how many tines
__ t knov have you on to a military medical

facility for MtliaL= treatment (sick

24. In the past have you bd grievances or call)? (5)
complaints that you did not submit to the
IC because of any of tt. following? None (if none skip to #29)
(checr all that apply) 1

Lcked knowledge about the ICG' role (64) 4

Didn't believe my case would be han- ore then 6
dled fairly (65)

28. brill*, bow sat~isfled or dissalte fiedDidn't believe I could get an adequate 2 r Ovrll, voi *tesftd or disi asfiea~~hea ~ring (66) *~~are you with tne outpatient car eYOu
received on tick call at military medical

Was not able to get in cntact vith focilities in the past 12 naths? (6)
the IC (67) _1 Very much Satiafied

teared adverse (negative) ction such 2 Somewhat satsfied
ces d lo rat ., 3 Neither stlsi:ed nor dissatisfied

from superiors ( Vr, Soyehat dissatisfied
5 Very much disantisfied

Didn't think the IC could handle it
because it is beyond his authority 29. many dependent do you have (a-
to resolve (69) 29 cluding yourself)? (7)

Used some other mas of resolving
~thb~~~e pr~oblem gIone (if none sklp to #32)

Afraid.of IC - (71) 2

-. ove never had a grIwnuceo or cam-
plaint that needed to be resolved (72) 5 or more

3025. Inov d you r ch of the fo the past 12 months, bow many tiles25. nov would you rate each of the follovblol b woewr 4Sodents gone to a · llitsryhrve ysur dependents gone to a nlitary
eans of resolving grievances or complaints? medical facility for outstient treat-

(Fill out all blanks -a thru f- below using (sick call)? (8)
the foUlovirn ,hboicen.)

1 tncellcsat NMBone (if none *kip to i32)
Pretty Good 1

3 Not toa Cood
4 loer 
5 Do'lt kboo r -

_ Ire thar6
a. ICsL of Cogrnd (71)

_b. Direct to Cauader (open door policy,
comander' eell, etc.) (74)

e. Senior emlitRed advisor (75)
_.4. aInspector Ge8eal (76)

a. Civil Conr (77)
f. Writing to the President, Senator

or Comlremn (78)
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34. Overall, hov satisfied or disaatisfied
are you with the care you received at
military hospitals in the past two years? (23)

1_l Very much satisfied
2 Somewhat satisfied

31. Overall, hCw satisfied or dissatisfied _ 3 Neithor satisfied nor dissatisfied
are you vith the outpatient care (sick 4 Somewhat dissatisfied
call) your deander. received at military 5 Very much dissatisfied
facilities in the past 12 months? (9)

1 Very much satisfied 33. In the past two years, have any of your
2 Somewht satisfied dependents been bospitalized in a mil-
3 Neither satisfied nor dissatisfied 'tAry hospital? (24)
4 Somewhat disactiefi.
5 Very such dissatisfied I I have no dependents (skip to 137)

2 Yes
3 No (skip to .37)

,2. Please indicate your satisfaction or
dissatisfaction vith each of the follow-
ing aspects of military outpatient medical 36. Overall, how satisfied or dissatisfied
care for you and your dependents (if you are you with the care your deendents
have any). (trll out questions -a thru f- received at m4litary hospitaA.l in the
using the following choices.) past twb years? (25)

1 Very mu h satifled 1 Very such satisfied
2 Somewhat satisfied 2 Somewhat satisfied
3 No'ther satisfied nor dissatisfEad 3 Neither satisfied nor dissatisfied
4 Somewhat dissatisfied 4 Somewhat dissatisfied
S Very such dissatisfied 5 Very much dissatisfied
6 Do not have an opinion

37. In your opinion how does current ailltary
Self Dependents msdical care compare with past military

medical core? (26)
a. The appointment process:

making an appointment, the 1 Cetting btter
amount of tine betvwen 2 About the sme
making the appointment and 3 Getting worse
the day of t;ce appointment, No bhesi for comparison
and the amount of tie spent 38. If any or your dependents obtain civilian
in the waiting room. (10) (11) medical care under CHAMVS, hov satisfied

or dissatisfied are you vith that Frogram? (27)
b. The availability of doctors

vhen necestnry rather than I I have no dependents (skip to #40)
being treated by o ameona - _2 have dependents, but do not
with less medicl training use CHAIMUS (skip to 940)
such as a nurse ur corps- 3 Very much satisfied (skip to *40)
man. (12) (13) 4 Somewhat satisfied (skip to #40)

Neither satisfied nor dissatisfied
c. The actual medica] care (skip to 140)

received. (14) _(15) Somewhat dissatisfied
7 Very muth dissatisfied

d. Courtory and consideration
shown by doctors. (16) l.) 39. Why are you dissatisfid vwith CQAOUS?

(check all that apply)
a. Courtesy and consideration

hovwn by other personnel. (18) (19) It is bard to flnda doctor
rfilig to tro eat patient under

f. Bergency mndical care. (20) _ (21) CI g. (28)

Thbr Lo too meh paperwork
33. In the past two years. have you beooe SMln. (29)

hoopitalised in a military bospital? (2) C-2 t too eoly (30)

-- (lp to es5) Other WeaLma (please specify: )(31)

A



RECRUITING - (Answer the following questions only if
servina initial enlistmeat)

40. Were you given information upon ealistment that 44. If the service did not keep its promises
led you to believe that you were promised or or assurances, what means (if any) have
assured any of the following? you used to obtain correction action?

Yeo No (check all that a:ply)
-Specific military training
bt schooling 1 2 (32) Does rot apply (67j

-Specific unit or station Chain of Comand (66)
following training 1 2 (33)- tfollovincu trlrionlb s y2 t33) Direct to Comrander (open door policy, (69)

-Particular job speciality 1 l 2 (34) co ndors call etc.)
-]knus 1 2 (35)
-Othber (SFecify: ) 1 2 (36) _Senior enlisted aevisor (70)

Al4. If you were given proisores or assurances concerning Indpector General (IC) (7i)
any of tce following, what was the source of this Civil Courts (72)
information? (check all that apply) _ Wrting to the President, Senators,

or Congressmen (73)
Enlist. Printed Donct __Other (Specify ) 74)

ecruiter Contract naterial R! br -None (75)

-TraainLg/
Schooling 1 _ 2 3 37-40)

ai~t/ 5'5. Were you given anything in vriting that stated
..tation 1 _2 3 ____4 (4-44) what had been promised or assured? (76)

-Job _1 _ Docs not apply - No promises or assur-
ecl5-i2) ances wePe given

-Bonus 1 2 4 (49-52) 3 No

-Other
-(Sptcier ) 1 2 3 4 6. How were you notified that the promises or

(Specify..--) (53--5) assurances made to you would not be kept? (t7)

1 Verbally
42. Did the service keep Its promises or assurances to 2 In Vrtin

you about the following? (fill out a. thru e. 3 Va not otifiod
below) 4 Does not apply - No promises or assur-

ances were given
No promise Promise Promise Don't know 5 Doesr not apply - All promises or assur-

made kMet not kept yet ances were kept
a. Training/ 6 Does not apply -.Do not IL ov yet if

Schooling 1 2 __ 3 _4 ('57) promieso or assurances vwill be kept

b. Unit/
Station _1 2 3 - (56)

a. Job
Speciality 1 _2 _ 3 __ (59)

d.o hsus 1 2 (60)

a. Otber _1 2 3 (61)
(Specify: )

63. If the skrvice did not keep its promise or assurlance
do you hwo why? (check all that apply)

Does not apply (62)
Did not meet qualification (63)

_Yalved rights to what was (64)
promised or a*esred (65)
Othbr roeao (specify: ) (4)
Don't lew



ENCLOSURE III ENCLOSURE III

DETAILED TABULATION OF RESPONSES
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